Appendix 2 Service Standards 


Western Province: Drakenstein Municipality!WC023) - Schedule of Service Delivery Standards Table 2019/2020 


Solid Waste Removal 

Premise based remo'Ol (Residential Frequency) 
Promise based removal (Business Frequency) 
Bulk Rem a vo I (Frequency) 

Rom oval Bogs prouded(Yas/No) 


once, 2 x and 3x pet ireek 
On request 

Yes, only b mbfrraJ sefcjrrwnte 


Garden refuse removal Included (Yes/No) 

Street Cleaning Frequency in CBD 

Si rent Cleaning Frequency in areas excluding CBD 

How soon aro public areas cleaned after events (24bours/48baiira/lang«r) 
Clearing of Illegal dumping (24hoursf4Shours/longer) 

Recycling or environmentaily friendly practicasfYes/No) 

Licenced landfill site{Yes/No) 


Yes only on request This service wl 
no longer he performed as from \ July 
2019 

D atf 

According to 6-B *eek intogubd 

achaduia 


from 24 hours b 72 hours 


WelOr Quality rating (Btua/GreanrBrawrVNO drop) 

la free wnler available to all? (All/onty to the Indigent consumers) 

Frequency of meter reading? (per month, per year) 

Are estimated consumption calculated on actual consumption over (two month's/three month's/longer period] 

On average for how long does the municipality use estimates before reverting beck to actual readings? (months] 

Duration (hoars) bof 0/0 availability of water is restored in cum of tmnrice interruption (complete Iho cab questions) 
One service connection affected (number of hours) 

Up to 5 service connection effected (number of hours) 

Up to 20 service connection affected (number of hours) 

Feodor pipe larger than 800mm (number of hours) 

What is the average minimum water flow In your municipality? 

Do you practice any environmental or scarce resource protection ectivilies as part of your operations? (Yes/No) 

How long does li take 1o replace faulty water motors? (days) 

Do you h»vo a cathodic protection system fn place thet is operational et this stage? (Yea/No) 


No a 93 seamentdona his year 
Oily b he hd gait conajnvi 


24 hours - repars norma*/ takes 
longer t> lx longer due to larger 
dwmefre pipes 

* 175 fites/aeoand br Drakenrtsin 
area and nctude water b toebrbs 
{reqvva water 24 hr» par day) 

Yes 

± 3 wed^wh*^ reported and his it 
due b shortages of quatted staff 
No, rrunkjpally uses rmsfry HOPE 
pipe, which donet rerequire cahodc 
proteefion. 


Qactrichy Service 

Whet Is your eloctriclty availability percentage On overage per month? 

Do your municipality have a ripple control in place that operational? (Yea/No) 

How much do you estimate is the cost saving In utilizing the ripple control system? 

Whoi Is the frequency of meters being read? (per month, por year) 

Are estimated consumption calculated at consumption over (two month's/three months /longer period) 

On Average for how long does the municipality use estimates before reverting back to actual readings? (months) 

0 oral Ion before 0 voilability of electricity b restored in cases of breakages (immediately/one day/two days/longer) 

Are accounie norm ally calculated on actual nutdngs? (Yes/no) 

Do you practice any environmental or scarce resource protection activities as part of your operations? (Yos/Noj 
How long does it lake to replace faulty meters? (days) 

Do you have a plan lo prevent illegal connections end prevention of electricity theft? (Yes/No) 

How effective Is the action plan In curbing lino losses? (Good/Bad) 

How soon does the municipality provide a quotation lo a customer upon a written request? (days) 

How long does the mLrucipalrty takes to provide eloctriclty sorvico wtioro existing infrastructure cen be used? (working days) 

How tong does the municipality takes to provide eleclricity service for tow voltage users where network extension Is not required? (working days) 

How long does the municipality lakes to provide eleclricity service for high voltage usars where network extension Is not required? (working days) 


estmated saving per day kbeNveen 
R20 000 00 and R40 000 depend ng 
on tie season 


Normafly witwi ore day 


wflhin one day 

Ebcfroty Supply By-law Noverrfcer 
2014 

The currenI losses is keplwol betow 
he normal nafona! 10%. Currenl 
tosses e below 9% 
wTtefi 30 days 

when ri relav I d ocurmfi bfon is 
receded supply con be provided 
wrtwi 30 days 

when al re*ev ant docwentalon is 

■Bceivod supply can be provided 
wthf\ 30 days 

when td refevard documentskm « 

recevef sup pv can be prwidod 

witijn 30 days 


Sewerage Service 

Are your purification system effective enough to put water back In to the system after purification? 
To what extend do you subsidize your indigent consumers? 

Wow long does ft take to restore sower age breakage* on average 
Severe overflow? (hours) 

Sewer blocked pipes: Large pipes? (Hours) 

Sewer blocked pipes: Small pipes? (Hours) 

SpiPage clean-up? (hours) 

Replacement of manhole covers? (Hours) 
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Description 

Standard 

Service Level 

Road Infrastructure Services 

Time taken to repair a single pothole on » major road? (Hours) 

Rxsponae Ime br temporary repairs 

3 Hours, permwienl r^us response 
toe 3 day* penrwient reopeir too 

3 hours dependant on polwte 

Time taken to repair a single pothole on a minor road? (Hours) 

Response Ime for temporary repare 

3 hours, permanent repairs response 
tma 3 days, permanentraepair Ima -♦>. 
2 hours dependant on poliote 

Time taken to repair a road following an open Ireneh service crossing? (Hours) 

Response dependent on work load 
between one end tiree week* 

Ftiyrical ropers in hoixi do pen danl 
on work extent up to 6 hour* 


Response fme for temporary repats 
t required 5 hours, permanent repair* 
response tone 5 days, pc'manenl 
reapak tone + 2 hours dependant on 

Time taken to repair walkways? (Hours) 

extent of work 

Property valuations 


How long does It take on average from completion to lha first account being issued? {one monlh/threc months or longer) 

Ctoe Monfo 

Do you hove any special rating properties? (Yes/No) 

No 

Financial Management 


Is there any change in the situation of unauthorised end wostefo! expenditure over time? (Decrease/Increase) 

Increase 

Are the financial statement outsources? (Yes/No) 

No 

Are there Council adopted business process isructuing ihe flow and managemet of documentation feeding to Trial Balalnce? 

Yes 

How long does It take for an Tax/Invoice Id be paid from the date h has been received? 

3Qday$ 

b there ad wince planning from SCM unit linking atl departmental plans quaterly and annualy including tor the next two to three years procurement plans? 

Procurement plans we only done on 
an annual basis 

Administration 


Reaction time on enquiries and requests? 

1-14 days dependi>g on nalure 

Time to respond to e verbal customer enquiry or request? (working days) 

\ day 

Ttme to respond to a written customer enquiry or request? (working days) 

7 days 

Time to resolve a customer enquiry or request? {working days) 

14-30 day $ dope ndmgonnabre 

Whet percentage of calb are not answered? (5%,10% or more) 

150% 

How long does It take to respond to voice malls? (hours) 

24 hrs 

Does the municipality have control over locked enquiries? (Yes/No) 

No 

la there a reduction in the number of complaints or rot? (Yes/No) 

No 

How long does in take to open an account lo a new customer? (1 day/ 2 days/ a week or longer) 

1 day 

How many times does SCM Unit, CFO s Unit and Technical unit sit to review and resold SCM process delays other lhan normal monthly management meetings? 

Often as necessary 

Community safety and licensing services 


How long does it take to register a vehicle? (minutes) 

3mwfe$ 

How long does it lake to renew a vehicle license? (minutes) 

3 rrinutes 

How long does it take to issue a duplicate registration certificate vehicle? (minutes) 

3 rrinutes 

How long does it take to de-register a vehicle? (minutes) 

3 rrinutes 

How long does it take to renew e drivers license? (minutes) 

30 minutes 

What is Ihe average reaction time of the fire service to no Incident? (minutes) 

5' 7 minutes 

What ts the overage reaction time of the ambulance service to an incident in the urban area? (minutes) 

N/A 

What is the average reaction time of the ambulance service to an incident in the roral area? (minutes) 

N/A 

Economic development 


How many economic development projects does the municipality drive? 

12 

How many economic development programme are deemed to be catalytic in creating an enabling environment to unlock key economic growth projects? 

1 

What percentage of the projects have created sustainable }ob security? 

Noth a poster, b hdfcate 
percenfcge as he project mpoctwi 
only be measured to 3 years tom 
rroterren tefon 

Does the municipality have any incentive plans In place to create on conducive environment for economic development? {Yes/No) 

No approved mocrrKe abatable 

Other Service delivery and communication 


Is a information package handed to the new customer? (Yea/No} 

No 

Does tho municipality have training or informollon sessions to Inform the community? (Yes/No) 

Yes 

Are customers treated in a professional and humanly mennor? (Yes/No) 

Yes 






